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Abstract 
In-line with the requirements of the International Organisation for Standardisation (ISO) that mandated the shift to ISO 
9001:2008, a merger of the ISO QMS for undergraduate and graduate programmes was implemented at the Universiti 
Kebangsaan Malaysia (UKM) in 2009. The merger is expected to benefit UKM as it will optimise utilisation of resources. A year 
later, a study was conducted to assess staffs’ awareness and acceptance of the QMS and to assess the effectiveness of the merger. 
The study was carried out using questionnaires with a Likert scale rating. The questionnaires were distributed to all faculties and 
four categories of staffs were identified as respondents namely academicians with administrative posts, academicians without 
administrative posts, administrative staffs and support staffs. Results of this preliminary study indicated that all categories of 
staffs particularly the support staffs concurred that the merger provides positive implications to time management and 
documentation. Besides, commands and procedures on ISO have become more effective. Results from this study will be used as 
inputs for further improvement to UKM’s quality management system. 
Keywords: quality management system, ISO9001:2008, ISO scope merger,  undergraduate and graduate programmes; 
1. Introduction 
The quality of teaching and learning for undergraduate and graduate programmes at Universiti Kebangsaan 
Malaysia (UKM) has been assured through the ISO Quality Management System under separate scopes. To date, 
both programmes have undergone several continual improvements since their certification to ISO 9001:2000. In 
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year 2009, in-line with the requirements of the International Organisation for Standardisation (ISO) which makes it 
mandatory for all organisations to shift to ISO 9001:2008, the merger of the QMS for the undergraduate and 
graduate programmes was proposed and implemented. The merger was expected to benefit UKM as it will optimize 
the utilization of human resources and finance. A year after the implementation, a study was conducted to assess the 
awareness and acceptance of staffs on the QMS, apart from assessing the effectiveness of the merger.  
Researches related to quality management system in institutions of higher learning are not new, however there 
are limitations in terms of resources in acquiring the appropriate literature from previous studies. The literature 
review presented in this paper may vary but to a certain extend the theme is similar to the quality management 
system practiced in any organizations. Generally, there are two themes in the literature review. Firstly, discussion on 
the importance and benefit or good practices of the ISO9000 series and secondly,  the weaknesses or limitations in 
the ISO 9000 series implementation.   
Curkovic & Pagell (1999) addressed the importance of ISO9000 certification as a business benchmark. The 
benefits of ISO 9000 certification are significant as it can be the key to a successful organisation, in addition to 
improving efficiency. Despite all the positive impacts of ISO implementation, it is also claimed to be time 
consuming and costly.  The study concluded that the benefits of implementing ISO9000 outweigh the limitations 
since ISO9000 is fundamental to continual improvement and problem solving. It is also acknowledged that the 
success of ISO9000 implementation requires training at all levels of staffs. 
Kadir (2009) argued that ISO QMS assists an organization in the planning, management, production and 
development of human capital on quality apart from providing goods and services that meet customer requirements. 
Analysis on the ISO9001 implementation in Malaysia is conducted through comparative studies at the global level 
that includes countries from the Far East and ASEAN as well as the public and private sectors in Malaysia. The 
study reaffirms that implementation cost is still an issue and that ISO9001 adversely affects other core activities 
such as increasing staffs’ workload.  
Mola (2007) studied the implementation of ISO9001 in libraries of institutions of higher learning that has been 
certified to ISO. The study has found that ISO implementation are capable of promoting dynamic continual 
improvement with clear responsibilities, standardisation of work procedures and renewal of the documentation 
process. In short, ISO9001 enhances the efficiency of the library. Rospian (2003) observed that ISO QMS is 
encouraging and provides positive expansion in multinational companies. The benefits may be reaped instantly or 
otherwise since some of the benefits can only be realised after several years of implementation.  
Casadesus et. al (2001) has observed the internal benefits from the aspects of human resource management such 
as the increase in job satisfaction and communication between management and staffs. The external benefits will 
include increase in customer satisfaction, reduction in the number of complaints and increase in sales. Most 
companies that implement ISO9000 obtained internal and external benefits leading to opportunities for restructuring 
and clear management responsibilities. Nevertheless, implementation of the ISO standard has its setbacks. In line 
with this study, the focus will be on internal customer satisfaction.  Ionna Papasolomou-Doukakis (2003) conducted 
a study on quality management through internal marketing in the banking sector in United Kingdom. In order to 
achieve the aim of becoming an effective and successful organisation, this internal marketing method focuses on the 
understanding of internal customers, importance of training, compliance to the standard of internal marketing as 
well as strategy for rewards to services that meet targets. Overall, the case study indicates that these four methods 
are the basis to internal marketing and for the top management it is a pre-requisite for achieving customer 
satisfaction. Both aims will be attained i.e. change in the attitude of staffs and success of the organisation (Kelemen 
2003: 177-181).  
Khairul Anuar (2002) identified the relationship between quality management practices and the level of internal 
customer satisfaction to the performance of the service sector in local authorities. He proposed elements of an 
excellent quality management practices, customer focus, workforce focus, quality training, supplier relationship, 
information technology and communication as well as process management. The study has found that there is a 
significant relationship between the elements of an excellent quality management and internal customer satisfaction 
and organisational performance.  
Rosli & Melissa (2007) studied staffs perception on ISO implementation at private colleges that includes 
academic and non academic staffs. The study focuses on staffs awareness on the quality programme, understanding 
on the benefits and setbacks of ISO, operations management and overall staffs satisfaction. It was observed that the 
academic staffs satisfaction is lower that non-academic staffs on the aspect of implementation, perception on the 
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quality of operations management, have no interest on the certification process and has the impression that 
certification will not improve the existing operations management. The respondents in the study argued that they are 
overloaded with too many responsibilities apart from teaching and learning which is of utmost importance. Non 
academic staffs on the other hand, felt that ISO certification enables them to be more efficient and responsive to the 
needs of their internal and external customers. They also felt that ISO certification has improved the quality of their 
service towards customers, reduced number of complaints and failure in delivering their services.  
A review on the related literature has shown that there are limited studies on the relationship between quality 
management system practices in institutions of higher learning and the internal customers. It is therefore the aim of 
this study to ascertain the relationship between quality management system and the internal customers of a local 
public university. The objectives of the study are to ascertain staffs awareness, acceptance and appreciation of the 
university’s ISO QMS scope merger and eventually to study staffs’ perception on the effectiveness of the merger. 
2. Research Method   
The study is conducted using questionnaires with a Likert Scale rating.  It is a descriptive study based on the 
perceptions of UKM staffs. The study involves four categories of staffs, namely academicians with administrative 
posts, academicians without administrative posts, administrative staffs and support staffs. The method used is 
among the better methods if this study aims to measure and assess attitudes, perceptions and attainments of a certain 
programmes (Wiersma 1995). The population of the study includes all levels of the UKM staffs encompassed in the 
scope of the ISO 9001:2008 certification. Sample selection is based on random sampling method. The Sample Size 
Determination Schedule is used to determine the number of respondents (Krejcie & Morgan 1970).The sample size 
is determined to be about 800. In order to ensure that every faculty is represented, strata random sampling is applied. 
The research instrument which is a set of questionnaires are written in a positive form and respondents are required 
to state their perceptions according to the Likert Scale.The questionnaire consists of five parts, that is, Parts A on 
respondent’s profile (7 items) while the breakdown of Part B (9 items), Part C (5 items), Part D (8 items) and Part E 
(8 items) is shown in Table 1. 
Table 1. Design of the questionnaire 
 
Part B: Awareness 
B1 PPA is the secretariat for the incorporation of the Quality Management System. 
B2 
All faculties, institutes and centres are encompassed in the scope of the ISO 9001:2008 Certification for the 
Management of Undergraduate and Graduate Studies. 
B3 ISO implementation simplifies and eases my work. 
B4 I become more responsible and positive since ISO was implemented. 
B5 My work becomes more systematic and organised since ISO was implemented. 
B6 I am aware that online Documentation Management System exists. 
B7 Courses organised by PPA and Training Unit makes me aware of the Quality Management System (SPK). 
B8 I am aware of the incorporation of SPK which takes into account MQA requirements. 
B9 Continuous improvement in teaching and learning is needed in the University. 
Part C: Acceptance 
C1 Filing work is not burdensome. 
C2 I am comfortable working under ISO supervision. 
C3 Quality Procedure does not interfere with creativity in daily duties. 
C4 Changes in job instructions, procedure and format of forms do not interfere in daily duties. 
C5 I am ready to assume ISO-related responsibilities. 
Part D: Appreciation 
D1 Protocol-based tasks and ISO procedures have facilitated my dealings with all parties. 
D2 My job satisfaction has increased since ISO was implemented. 
D3 I earnestly execute all established job instructions and quality procedures without feelings of compulsion. 
D4 I frequently attend ISO related activities. 
D5 I frequently refer to the ISO main document when executing quality activities. 
D6 I am ever ready for each change which may occur during ISO implementation. 
D7 I am ready to be audited anytime. 
D8 Non-compliance (NCR) has helped to increase my efficiency in discharging my duties. 
Part E: Effectiveness 
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E1 Cooperation between staffs has improved since the QMS merger. 
E2 I am very satisfied with the merger. 
E3 Time management becomes more efficient, with lesser audits and meetings. 
E4 Cost savings after the merger 
E5 More efficient and effective document management. 
E6 More effective instructions and procedures. 
E7 More effective internal communication among staffs. 
E8 Work has become easier. 
The questionnaire was validated through discussions among the researchers. Alpha Cronbach with a value of 
more than 0.60 was set for each part of the questionnaire to ensure its reliability. A pilot survey was done to 
ascertain the weaknesses and strengths of the prepared questionnaire. A pilot study which involved 30 UKM staffs 
was carried out and findings from the pilot study indicated that respondents did not face any problems with the 
questions. The questions are deemed appropriate based on their Alpha Cronbach value of more than 0.60. 
Descriptive statistics such as the frequency, percentage and average score or mean are used to determine the 
background of respondents and assess the level of awareness, acceptance, appreciation and effectiveness. A total of 
300 questionnaires were distributed to 14 faculties. Up to the first week of November 2010, a total of 190 
questionnaires from 8 faculties were returned. Although the total number is quite small, this preliminary study is 
able to reflect the implementation of QMS in several faculties.     
3. Results and Discussion 
The total breakdown of respondents according to faculty is shown in Table 2. The respondents constitute 65% 
female. The age categories of respondents that provide the most response are 26-30 years and 46-50 years. Almost 
49% of the respondents have been in service for less than 10 years. 
Table 2. Breakdown of  the respondents according to faculty 
 
Faculty % respondents 
Faculty of Social Science and Humanities 26.3 
Faculty of Islamic Studies 15.8 
Faculty of Science and Technology 15.3 
Faculty of Engineering and Built Environment 14.7 
Faculty of Economy and Management 11.6 
Faculty of Dentistry 10.5 
Faculty of Law 3.7 
UKM Graduate School of Business 2.1 
 
With regard to position category, 16.3% respondents are academicians with administrative posts, 26.8% are 
academicians without administrative posts, 6.3% are administrative staffs and 50.5% are support staffs. In terms of 
job scope, 34.7% respondents are only involved with the job scope of undergraduate, 14.7% with the job scope of 
graduate and 37.4% are involved with the scope of work for both undergraduate and graduate.. Meanwhile, 13.2% 
are not involved with any of the job scopes. The survey has also shown that 66.3% respondents are aware of the 
QMS scope merger, 29.5% are not aware while 4.2% did not respond to the question.  
i) Level of awareness on the UKM QMS scope merger 
 
Statement B1: PPA is the secretariat for the scope merger  
 
As shown in Figure 1, the respondents’ level of agreement to statement B1 differs according to their job scope. 
For the job scope of undergraduate, 68.5% of the respondents agree to strongly agree with statement B1, for staffs 
with a job scope of graduate - 39.6% and for staffs with a job scope of both undergraduate and graduate – 91.8%. 
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This finding indicates that staffs with a job scope of both undergraduate and graduate has the highest awareness on 
the issue.   
 
 
Figure 1 Level of awareness on the QMS scope merger according to job scope 
 
ii) Level of appreciation on the QMS scope merger. 
  
Statement D2: My job satisfaction has increased after the implementation of ISO 
 
Figure 2 shows the different level of agreement to statement D2 according to staffs category. For academicians 
with administrative posts, 43.4% agree and strongly agree to statement D2, academicians without administrative 
posts - 36.8%, administrative staffs - 15.4% and support staffs - 95%.  
 
 
Figure  2 Level of appreciation on the QMS scope merger 
 
Statement D6: I am ready to embrace any changes during ISO implementation. 
 
The study shows that the duration of service of respondent influenced their response to statement D6. For staffs 
that have been in service for less than 10 years, 72.3% agree to strongly agree with statement D6. For staffs that have 
been in service for 11 to 19 years - 59.6% , meanwhile for staffs that has been in service for more than 20 years -
m68.3%.  
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iii) Effectiveness on the UKM QMS scope merger 
Statement E3: Time management becomes more efficient due to lesser number of audits and meetings. 
 
Results from the study as shown in Figure 3 indicated that 55.3% of academicians with administrative posts agree 
to strongly agree with statement E3, academicians without administrative posts - 42.1%, administrative staffs - 
14.2% and support staffs - 88.4%.  
 
 
Figure 3 Effective of the merger from the perspective of time management 
 
Statement E4: Cost savings with the scope merger 
 
Figure 4 shows that for academicians with administrative posta 63.4% agree to strongly agree with statement E4, 
academicians without administrative posts - 36.3%, administrative staffs - 8.4% and support staffs - 91.9%.  
 
 
Figure 4 Cost saving due to scope merger 
 
Statement E5: Documentation management becomes more effective and efficient 
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The findings show that 55% of academic administrative staffs agree to strongly agree with statement E5, while 
non-administrative academicians – 36.4%, administrative staffs – 11.2% and support staffs – 97.4% agree. 
 
Statement E6: Instruction and procedures on ISO becomes more effective 
 
In this context as shown in Figure 5, 56.6% of academicians with administrative posts  agree to strongly agree 
with statement E6, non-administrative academicians – 30.6%, administrative staffs – 12.1% and support staffs – 
95.0%. 
 
 
Figure 5 The effectiveness of Instruction and procedures SPK ISO 
 
E8: My task becomes much easier with the QMS merger 
 
Figure 6 shows that staffs agreement to statement E8 differ according to their categories.  58.7% of academicians 
with administrative posts agree to strongly agree with the statement, academicians without administrative posts – 
31%, administrative staffs – 11.0% and support staffs – 98.4%. 
 
 
 
Figure 6 Easing of tasks with QMS scope merger 
 
iv) Comments and Respondent suggestion 
This study managed to gather a number of comments and valuable suggestions from the respondents. Among the 
feedback is that ISO implementation occasionally faces problems due to lack of cooperation among the staffs.   The 
implementation of the quality management system is expected to be more effective if responsibilities are shared 
equally among faculty members. It is also suggested that ISO awareness course and training are given to all levels of 
staffs in order to strengthen the comprehension of the quality management system. There is also a suggestion for 
sharing of information and best practices among the faculties since some of process and procedures for graduate 
programmes are felt to be incomplete. Moreover, there is a strong suggestion indicating that staffs involvement in 
the quality management system should be recognised during staffs’ promotion.       
4. Conclusion 
The findings showed that the respondents’ perceptions of awareness, acceptance and appreciation of UKM QMS 
scope merger are good. The study has also proven the effectiveness of the merger in terms of cost and time savings. 
It can be concluded that the category of respondents affects the level of their agreement to the statements submitted 
in the questionnaire. For example, respondents from the category of support staffs indicated a high level of 
agreement on all statements, followed by respondents from the category of academic staffs without administrative 
post followed by academicians with administrative post and lastly administrative staffs. Such finding is likely 
caused by the large role played by support staffs in ensuring the implementation of ISO QMS in their respective 
faculties. This scenario should not be allowed to continue and must be changed because the implementation of ISO 
needs the total involvement and commitment of all levels of staffs.  The study also concluded that the terms of 
respondents’ services influenced the level of agreement on the statement submitted in the questionnaire. Employees 
who have been in service for less than 10 years are more prepared for the changes that occur during ISO 
implementation. The reason is the respondents are still new in service and are happy to accept changes compared to 
employees with more than 10 years of service. This finding will necessitate a drastic step so as to ensure that UKM 
can maintain the ISO certification. Employees of all categories should work together to make ISO a culture in all 
matters especially in the aspect of teaching and learning. Staffs with a long service must try to adjust themselves 
with the ISO QMS so that they can contribute to an effective implementation of the QMS. This step is vital to ensure 
the quality of graduate students from UKM is on par with students from leading universities within and outside the 
country. 
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